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[bookmark: _Toc111289145]Introduction 
Airline industry is one of the most volatile and rapidly changing industries. It is a high risk industry with profit margins always going slimmer and customer demands getting more sophisticated. Hence airlines have to constantly adapt to the global culture and needs. In this report, the role of culture and behavior on organizational performance will be discussed in the context of the airline industry. Culture is the set of all values, beliefs, assumptions and behaviors of an organization (Ouchi & Wilkins, 1985). Organizational culture defines the goals and mission of an organization and it goes a long way in determining how the organization behaves internally and externally. Organizational culture is held to heart by every employee of the company and how the company interacts with its customers, it is also heavily related to the job satisfaction of the employees and their work performance. This report aims to address these issues. As a reference the report will use British Airways, it is one of the most successful UK based airlines. The report will also discuss the importance of culture in a global environment and how organizational culture can have more effect than national culture in job performance (Shahzad, et al., 2012). The individual behaviors of airline employees are also detrimental to the perception of the company because consumers now have many options. The report also aims to understand the factors that influence individual behavior of airline employees.  
[bookmark: _Toc111289146]Organizational Culture of British Airways 
British Airways although an international brand in terms of culture but it is based in the UK and this national identity has heavily influenced its organizational culture. British Airways embraces this national identity and uses it to the fullest to provide the best possible service to its consumers, they identify with the British national identity to appear as reliable and performative (Grugulis & Wilkinson, 2002). British Airways use a Schein model of organizational culture (Grugulis & Wilkinson, 2002). The main postulates of the Schein model is that culture is not concrete but rather it is fluid and it is prone to change and it can change (Schein, 1983). Schein model has three main aspects and they are; Artifacts, Value and Assumptions (Schein, 1983). The significance given on group assumptions is another important aspect of the Schein model and how culture works according to this model. Collaboration is also encouraged in this model and this high level of collaboration can also create a lot of scope for idea generation.
[bookmark: _Toc111289147]Artifacts 
Artifacts are the external symbols and visible identifiers of the brand that sets it apart from the rest and creates a desired perception in the minds of the consumers. It is the most visible and basic level of organizational culture and it sets the groundwork for the culture that will be built for the brand. The most noticeable artifact of British Airways is the logo of the company that represents the Union Jack, the national symbol of UK. British Airways also have a strict uniform code for the crew. The cabin crew is the most important team of an airline because they directly deal with the consumers. The consumers interact with the cabin crew and they are responsible for the overall satisfaction of the consumer and the services provided. The cabin crew must be in alignment with the organizational culture and they must be representative of it. A strong organizational culture and communication channels ensure that the company values are instilled within the employees and that drives the employees to perform better to achieve the collective organizational goals (Grugulis & Wilkinson, 2002). 
[bookmark: _Toc111289148]Values 
 British Airways vision and mission statement are “To be the most exclusive and first choice airline for all airline travelers” and “One destination seeks to ensure our customers fly confidently that, together, we are acting responsibility to take care of the world we live in” (Grugulis & Wilkinson, 2002). They want their customers to feel safe on the air and throughout their journey. This reliability and promise of a satisfactory service is what they are trying to preach. 
These values is not inly limited to being just a mission statement but rather the entire organizational culture is built to serve these values. Values make up the culture, the company must believe and it must be instilled within the employees as well. In order to create satisfied customers the employees must also feel assured and safe during flights. 
[bookmark: _Toc111289149]Assumptions 
The most fundamental and significant level of British Airways culture is tacit assumption, which refers to characteristics that are visible but not cognitively apparent in regular interactions amongst workers. These aspects of culture are ones that British Airways frequently views as taboo to bring up within the company. British Airways has several unwritten guidelines that have evolved to fit its characteristics throughout time. As a result, they use surveys and conduct informal interviews with employees, although none of these can reveal characteristics. British Airways has to be aware that organizational behaviorists frequently overlook the role that culture might play at this level as an underlying assumption driving factor. The assumptions that are agreed upon as a collective forms a strong organizational culture.
[bookmark: _Toc111289150]Importance of Organizational Culture and Relation to Performance 
According to a survey done by Thai Airlines, the top  most important factors that effect job performance is Organizational Behavior, Leadership and Communication, Individual Characteristics and Renumeration (Paethrangsi & Jamjumrus, 2021). Here apart from renumeration which is the most important tangible factor, there are many important intangible factors that affect the work performance of the employees and these are highly related to organizational culture and behavior. 
When it comes to airlines the two most important things that consumers consider is the cost and the safety measures. Now a very low cost airlines will not be safe and high cost airline will not be affordable. Now to drive cost low and to maintain safety simultaneously strict implications of safety measures should be implemented. Here, the culture plays a huge part to ensure safety. Culture does not only limit to the set of beliefs that the organization has but it also dictates how the organization runs.  The basic premise of this discussion is that it is essential to build on the strengths of national culture and to enhance professional and organisational cultures to establish a robust safety culture (Machado, et al., 2015). A strong culture ensures that there are certain things in place and that they are being implemented;  captain’s leadership, commitment to comply with the rules, clear tasks sharing, open communication, appropriate level of risk awareness related to each task and phase of flight, error management, ability to listen and to actively look for information to make safe decisions (Machado, et al., 2015). These factors can be ensured through a strong management and a strong presence of a culture. And if these are in place only then safety can be ensured for the passengers as well as the crew.
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Figure 1 Cultural Factors and its relation to performance
A strong culture can also be detrimental to growth. Culture defines the nature of communication, leadership and mainly collaboration within the employee and the managers. Southwest airlines is a great example of how a strong cultural presence can create a huge and successful brand. Southwest airlines started off as a low cost domestic US airlines and there are already many competition in this sector to begin with. Where they could differentiate is their cultural practice. Their culture is built on comfort and easy going. They try to propagate a strong but warm and jolly brand image. They do not wish to appear to be rigid hence they allow a huge leniency in terms of crew uniform. This leniency and a certain level of expression and freedom goes a long way in relieving stress of a crew and other corporate employees that otherwise work under heavy stress and heavy liability (IvyPanda, 2021). They believe that a satisfied employee performs better. The selling point of the airline is the highest quality airline service, and they ensure that through empowerment and freedom of the employees to a certain degree where they consider the workplace to be close to home. This level of comfort will ensure there are no communication barriers and the employees have the utmost commitment to serve and that the employees themselves have aligned and believe in the company. 
[bookmark: _Toc111289151]Factors Affecting Workplace Behavior 
Individual behavior is heavily influenced by the organizational culture and its leadership, and the collective set of all individual behaviors also effect the culture. This interdependency and correlation is of academic interest. Workplace behavior and interpersonal dynamics is detrimental to the performance of the employee and the overall performance of the organization (Baharom, et al., 2017). Work behavior must be productive and not counter productive. Managers must be aware of the antecedents of workplace individual behavior and they must be able to get te best out of their employees. 
The factors that effect workplace performance can be widely differentiated into two types; External and Internal. The external factors are mostly concerned with organizational structure and organizational culture. Whereas the internal factors are sed on perception and personality and other individual level cognition and interpersonal processes that a manager must be wary of (BÜLBÜL & ERGÜN, 2017).
The organizational structure has a huge effect on job performance, the nature of the job and the hierarchy weighs heavily in this regard. The employee must feel like their work is being valued. The meaningfulness of the work must be high enough that the employee is motivated to do better for the organization. There must also be strong organizational culture in place so that the employee believes that the weight of the work falls heavily on the collective goal that they are hoping to achieve (Sackett & DeVore, 2005). A given heightened importance of the job will give the employees a noticeable intrinsic motivation boost and they will not show any counter productive work behavior.
Group or team dynamics has a heavy influence on individual workplace behavior. individuals will be attracted to, and selected into work groups with which they share the attitudes while the others will stay out. Here group dynamics can alter a persons behavior and fall into group consensus. Organizational Culture has a heavy impact on the formation of teams and proper team dynamics are detrimental to ensure that there is no compromise in performance (Sackett & DeVore, 2005). 
Job satisfaction is the most important antecedent of workplace behavior. It is an internal antecedent. A satisfied worker will perform better, there are a lot of determinants of job satisfaction. These are, the perceived importance of the job, the stress of the job, the feedback provided by the manager and renumerations (Spector, 2011). These are mostly cultural factors that can be tweaked and enforced at corporate level by the organization. Hence we see how cultural factors of an organization can have an effect on the task performance at an individual level and the necessity of a strong culture and a strong leadership in the organization. 
[bookmark: _Toc111289152]Conclusion
The airline industry is one of the most competitive markets to survive in with the customers now demanding more for less and ever increasing operational cost. The airlines have a strong need to differentiate itself from the competition as well as to increase their profit margins while building a loyal customer base. In order to achieve a balance between performance and cost they have to have a strong culture to support that. The report has determined many factors that affect performance. The importance of the presence of a strong culture is detrimental to the health of the organization and how they are going to achieve their organizational goal. The importance of culture in terms of ensuring safety is also plenty. Many workplace antecedents have behavioral consequences on individuals and a manager must be wary of that. 
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Figure 1. Research Variables




